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ABSTRACT 
 
The first objective of this thesis was to research the orientation of new 
employees in the commissioning organization Shared Service Centre and 
to provide improvement suggestions for the process based on the findings. 
The second objective was to produce a comprehensive work instruction 
manual for the flow-through invoicing team of Kesko Food. A request for 
making a work instruction manual came from the team leader of the corre-
sponding team as there was no coherent instruction manual available. 
 
Orientation is the process of familiarizing a new employee with the work-
place, his/her tasks and policies of the organization. The main objective of 
orientation is to ensure that the new employee adapts to the work envi-
ronment and is able to work independently according to the company´s 
standards. Increasing job satisfaction and ensuring work safety are other 
important objectives of orientation programs. 
 
The theory of orientation was studied as a background for the research. In 
addition, selected employees were interviewed and a personnel survey was 
conducted for the employees of invoicing department. As a result, a work 
instruction manual and orientation checklists for the use of the commis-
sioning organization were produced. Additional recommendations on how 
to develop orientation in the future were formulated based on the research.  
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1 INTRODUCTION 
1.1 Background of the commissioner: Shared Service Centre 
Shared Service Centre (K-talouspalvelukeskus Oy) is a subsidiary of Kes-
ko Corporation, one of the leading retail store chains in Finland. Kesko 
operates in the food, home and speciality goods, building and home im-
provement, and car and machinery trade sectors and it employees approx-
imately 45000 people. Kesko has stated their vision as follows: “Kesko is 
the leading provider of trading sector services and a highly valued listed 
company.” (Kesko in brief, 2012) 
 
Shared Service Centre (SSC) has operated as independent company since 
1.1.2009. Between the years 2002 and 2009 Kesko Food had centralized 
financial services in Tampere, but did not yet operate as a separate com-
pany. SSC provides a variety of financial services to its customers and it 
consists of the following departments: Invoicing, Fixed Assets, Accounts 
Payables, Accounts Receivables, Master Data, Other Financial Services 
and Report to Record. (Perehdytyskansio, 2012, 5.) The mission of Shared 
Service Centre is to provide financial services to its customer companies 
efficiently and reliably. Shared Service Centre is one of the largest service 
centres in Finland. Their key competence is that the processes are imple-
mented and monitored with flexibility, efficiency and coherently. (Kesät 
info 2012, 9-12.)  
 
Shared Service Centre has 26 customer organizations. The main customers 
are Kesko Food (includes Kespro Oy and Keslog Oy), Rautakesko Oy, K-
citymarket Oy Intersport Finland Oy, Musta Pörssi Oy, Kenkäkesko Oy, 
Indoor Group Oy, Insofa Oy, Johaston Oy, Kesko Oyj, Konekesko Oy and 
K-instituutti Oy. In addition to these, SSC has several smaller customers 
for instance from retail sector. (SSC yleisesittely 2012, 2.) Shared Service 
Centre aims for constant improvement and intensification of the services, 
which is enabled through standardization and harmonisation of the pro-
cesses and supporting information systems (Kesät Info 2012, 8). 
 
In 2012, the number of employees in Shared Service Centre was 230 (in-
cluding summer workers) and the amount of managers was 23 (Kesät info 
2012, 12). The volume of processed invoices during the past year was ap-
proximately 6,3 million. In the agenda for the current fiscal year was de-
veloping the Service level agreements (SLA) and attaching them to the 
customer contracts. The SLA includes for example agreed objects for cer-
tain indicators such as costs per invoice, processed invoices per hour and 
acceptable delay. Each month, a report that compares the actual results in 
relation to agreed objectives is created. The reports are introduced to the 
corresponding customer organization quarterly. (SSC yleisesittely 2012, 
5.) 
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1.1.1 Structure of the Organization 
The organizational chart of Shared Service Centre (Figure 1) gives a clear 
picture of the departments, the key actors in the organization and their 
connection with each other. Managing Director is the link between the 
Project Director and the Hub Leader. (Hub means the Service Centre site, 
in this context Tampere.) Key Account Managers are responsible for the 
customer relationships of all of the departments, whereas all departments 
have their own Financial Service Manager (FSM) and Process Owner 
(PO). 
 
 
Figure 1 SSC Organizational Chart (SSC Yleiskatsaus 2012) 
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Process Development Manager (PDM) and Process Owners (POs) are re-
sponsible for the development of the economic processes. PDM takes care 
of inletting standardization. He/she controls the commissioning of new 
policies both in the Shared Service Centre as well as within the economic 
processes of the customer organizations. On top of these actions, the PDM 
presents suggestions of changes and development to the Process Devel-
opment Board. Each department in SSC has their own Process Owner 
(PO) who monitors and measures the processes. His/her responsibility is 
to identify development possibilities within the organization. Based on the 
observations, results of the processes and development suggestions gained 
from other parties, the Process Owner presents development proposals. 
His/her responsibility is also to ensure that the changes are implemented 
according to the decisions within the whole organization. (SSC yleisesitte-
ly 2012, 10.) 
 
Finance Service Managers (FSMs) have the following areas of responsi-
bility: quality and timeframe, human resource issues and following the 
process standards. In more detail, the first point “quality and timeframe” 
means that the FSM controls that the quality requirements are met and the 
agreed timeframes are followed in the service delivery. FSM is also re-
sponsible that the amount of employees is accurate and ensuring that suf-
ficient level of skills is maintained in his/her department. This involves a 
proper training of new employees and developing the skills of all employ-
ees continuously. In addition, FSM is responsible that the specified finan-
cial process standards of Kesko are followed and the processes are adjust-
ed based on local requirements. (SSC yleisesittely 2012, 8) 
 
Key Account Managers (KAMs) are the contact persons between the cus-
tomer and SSC. Their responsibilities relate to maintaining good customer 
relationship and ensuring that the service level and quality meets the 
promised standards according to the Service Level Agreement. They are 
continuously in contact with the customers and inform them about current 
situation. KAMs arrange meetings with the customers and the customer 
can contact them directly in case they do not know whom in SSC to con-
tact in relation to certain issue. This means that the customers are not ex-
clusively in contact with the KAM, but he/she is the link to the organiza-
tion. The KAM also monitors the processes and optimizes them together 
with the customer, the Process Owners and the Financial Service Manag-
ers. (SSC yleisesittely 2012, 11.) 
1.1.2 Invoicing 
This thesis concentrates on the development of the orientation process in 
flow-through invoicing department of Kesko Food. In the beginning, one 
should have an understanding about the invoicing department in the com-
missioning organization and knowledge about the invoicing processes. In 
this chapter, the invoicing process in the Shared Service Centre is looked 
at in more detail. 
 
 
Developing orientation in the invoicing department and producing a work instruction manual 
 
 
4 
The invoices are received through three different channels: in paper form, 
as e-invoices and scanned invoices. In the researched team, e-invoices and 
scanned invoices are both available in the SAP system once the employee 
begins to process the data and the handling of these two types of invoices 
is very similar. The small difference is that scanned invoices are first sent 
to an outsourced scanning company, located in Salo, and from where the 
invoices are scanned to Kesko´s centralized information system. The e-
invoices are sent directly from the supplier to Kesko´s IT-system in elec-
tronic form. The organization is aiming to reduce the amount of paper in-
voices to the minimum because handling of them is the most time-
consuming and consequently least efficient process. In the future, the plan 
is to abrogate all invoices sent in paper form via post-delivery and advice 
the customers to send them in electronic form instead. There will be some 
handling of paper invoices in the future as well, because some of the cus-
tomers are small companies and their volume is low. Therefore, they do 
not have the possibility to send the electronic material due to lack of re-
sources. 
 
Flow-through invoicing is the invoicing process where the products are 
delivered directly from the supplier to the customer but the invoicing is 
organized through Kesko (Shared Service Centre). In SSC, the invoices 
are recorded to the SAP system. When the data is input, the system creates 
purchase and sales invoices and makes a record to the bookkeeping of 
Kesko. Once the handler of the invoice has checked and then saved the da-
ta, the sales invoice is forwarded to the customer´s corresponding system 
automatically in electronic form. The service is charged by the agreed in-
voicing compensation that is included in each invoice. The compensation 
margin is agreed with each customer when making the service agreement. 
Other benefits of flow-through invoicing for Kesko are the interest profits 
and improved purchase agreements for the whole K-group. (Invoicing 
2011, 3.) 
1.1.3 Employees responsibilities in the Invoicing department 
In order to understand what should be included in the orientation of new 
employees, the job-description and responsibilities of the employees in the 
invoicing department need to be defined. The following description is 
compiled based on the authors experience gained through working in the 
invoicing department and discussions with the supervisor of the re-
searched team. The daily operations in the invoicing department are the 
handling of the invoices and checking the input material. On top of the 
regular invoices, interest notes and reminders should be dealt with effi-
ciently. Dealing with possible complaints and making corrections when 
required are also important tasks. This is done when problems occur and 
in the researched team, it is a weekly but not a daily activity. Also updat-
ing information to the database when changes are informed (e.g. changes 
in the ownership of the stores) is part of the employees´ tasks. On top of 
these, other basic office work such as mailing and filing documents is part 
of the daily activities. All in all, the primary task is to input the invoices to 
the SAP-system efficiently, yet flawlessly, and make sure that the delay is 
kept on minimum. 
Developing orientation in the invoicing department and producing a work instruction manual 
 
 
5 
The employees in the invoicing department, who input the invoices to the 
system, are responsible that all data is transferred correctly and that Kesko 
gets the agreed compensation for each invoice. The compensation brings 
the main profit for the organization and it is a requisite for profitable oper-
ations. Therefore, it is extremely important for the employees to make sure 
that the customers pay the agreed compensation percentage for each in-
voice. One of the time-consuming tasks is monitoring of insufficient in-
voice material. In case there are any lacks in the invoices, the employee 
contacts the supplier and requires corrections for the material. In addition, 
in case there is anything unclear with the material that is likely to cause er-
rors it should be checked from the supplier instead of making own conclu-
sions. Thus, communication with the suppliers is part of the employees´ 
responsibilities. Naturally, any incomplete or incorrect material is not ac-
cepted. Even though the optimal target is zero defects in the processing of 
invoices, mistakes sometimes happen for everyone. In case the mistake 
has happened in the process within SSC and noticed when checking the 
material, the corresponding employee makes required corrections manual-
ly. (Invoicing 2011, 3.) 
1.2 SAP AG: company overview 
SAP AG is the leading provider of enterprise applications and it operates 
worldwide having customers in over 120 countries. It was founded in 1972 
in Mannheim, Germany by five IBM employees as Systemanalyse und 
Programmentwicklung (“System Analysis and Program Development”). 
Currently it is the third biggest independent manufacturer of software in 
the world. SAP AG has a 40-year long history of innovation and is aiming 
for continuous growth. The company employs over 55 thousand people in 
more than 130 countries. (SAP at a glance: business overview.) SAP pro-
vides customized software solutions for the companies´ business opera-
tions and it has applications for several business fields. It has developed 
own solutions for retail sector, healthcare, banking, public sector, automo-
tive, mining and many other industries. (SAP industries.) For SAP Fin-
land, Kesko is one of the largest customer organizations along with Nokia, 
StoraEnso and SanomaWSOY (SAP Finland: SAP Nordic and Baltia). 
 
SAP states its mission as follows: “Our mission is to help every customer 
become a best-run business. We do this by delivering new technology in-
novations without disruptions: enterprise mobility will transform con-
sumption of IT; in-memory technology will simplify the IT stack and 
drive high value applications; and the cloud delivery of IT solutions will 
become mainstream. By leveraging our strong base in applications and an-
alytics as well as new technology innovations, we can offer solutions that 
make our customers run better. To help our customers derive value from 
their SAP solutions in a fast, cost-effective and predictable way, we also 
provide professional services and support.” (SAP AT A GLANCE Capital 
Market Information 2012.) 
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1.2.1 SAP ERP 
As other ERP (enterprise resource planning) systems, SAP ERP is a solu-
tion for integrating business functions into one platform. The processes 
can be aligned together and real-time information shared across the organ-
ization within and outside of the business network. The comprehensive in-
formation from finance, human resources, marketing, manufacturing and 
other departments of the organization can be integrated in the most suita-
ble combination to meet the companies´ needs and requirements. (SAP 
lines of business 2012) 
1.2.2 SAP in Shared Service Centre  
In Shared Service Centre, the operated SAP solution is SAP R/3 that is a 
tool used in daily operations in all of the departments. It is utilized in the 
invoicing, accounting and all other financial service processes. All im-
portant data related to the customers and suppliers is maintained in the 
system. In SSC, the SAP applications are customized to serve the specific 
needs of the financial and accounting operations. As stated in the previous 
subchapter, the potential capacity of SAP is much wider but for the effec-
tive utilization of the software, the customization is done to meet the spe-
cific needs of Shared Service Centre. All employees of SSC use the SAP 
system daily in the operations but depending on their responsibility areas, 
the employees utilize different transactions and applications of the system. 
In invoicing department of SSC, there are in total four different SAP plat-
forms developed based on the special needs of customer organizations. 
The basic functions are the same despite the platform but specific custom-
er data can be found only in the corresponding application. For example in 
the researched team, invoicing of Kesko Food, the SAP platform used is 
called SAPUSKA. In invoicing department, the employees use SAP for all 
stages of invoice processing: inputting data, searching customer infor-
mation such as customer codes, looking for information about the suppli-
ers, and checking, completing and correcting the input material. For in-
voicing, only couple of transactions are used daily but the system contains 
several more transactions that are required in certain tasks. SAP is the 
most important tool in the processes but not the only application used. Al-
so other supporting systems are utilized in the operations, most of which 
are internet based. 
 
The employees of different departments can access the specific material 
required in their work. The accessibility in the system is limited so that not 
all information is available for everyone. This is done in order to clarify 
the daily operations and to avoid any mistakes that could be caused by 
someone accessing and changing data out of his/her responsibility area. 
The fact that employees have limited permission in the system requires 
that the members of different departments are in close cooperation with 
each other. For example, the persons handling the invoices do not have the 
authority to change any customer data in the system. Hence, in case an in-
voice does not go through the system due to lacks in the customer data, the 
employee needs to contact someone in the Master data department and re-
quest to update the information.  
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1.3 Occupational Safety and Health Act 
The need for sufficient orientation is governed by the Finnish law and em-
ployers need to be aware of the relating regulations when planning and 
implementing the orientation programs. The following two paragraphs are 
quotations of the Occupational Safety and Health Act 738/2002. 
 
“The objectives of this Act are to improve the working environment and 
working conditions in order to ensure and maintain the working capacity 
of employees as well as to prevent occupational accidents and diseases 
and eliminate other hazards from work and the working environment to 
the physical and mental health, hereinafter referred to as health, of em-
ployees.” (TTurvL 738/2002 1:1§.) 
 
“Section 14 – Instruction and guidance to be provided for employees 
Employers shall give their employees necessary information on the haz-
ards and risk factors of the workplace and ensure, taking the employees’ 
occupational skills and work experience into consideration, that:  
(1) the employees receive an adequate orientation to the work, working 
conditions at the workplace, working and production methods, work 
equipment used in the work and the correct method of using it, as well as 
to safe working practices, especially before the beginning of a new job or 
task or a change in the work tasks, and before the introduction of new 
work equipment and new working or production methods;  
(2) the employees are given instruction and guidance in order to eliminate 
the hazards and risks of the work and to avoid any hazard or risk from the 
work jeopardizing safety and health;  
(3) the employees are given instruction and guidance for adjustment, 
cleaning, maintenance and repair work as well as for disturbances and ex-
ceptional situations; and  
(4) the instruction and guidance given to the employees is complemented, 
when necessary.” (TTurvL 738/2002 14:1-4§.) 
 
Part of the orientation process and the preparations before the employee 
starts is to ensure that the employee has adequate workstation and neces-
sary supplies. Partly this is done in accordance to appropriate work prac-
tices and ensuring wellbeing and comfortability of the employee. Howev-
er, the employer should be aware that the ergonomic aspect of the proper 
work conditions is also regulated by the Finnish law: 
 
“Section 24 – Ergonomics of the workstation, work postures and work 
motions  
(1) The structures of a workstation and the work equipment used at work 
shall be chosen, designed and placed in an ergonomically appropriate way 
taking the nature of the work and the employee’s capacities into consid-
eration. As far as possible, the structures shall be adjustable and allow for 
flexible arrangement and have such operating qualities that the work can 
be done without causing a harmful or hazardous load on the employee’s 
health.” (TTurvL 738/2002 24:1§.) 
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The main concentration of the Occupational Safety and Health Act is on 
the employers´ obligations and responsibilities, but also the employees´ 
obligations are governed by the Finnish law. Where the employer is obli-
gated to provide sufficient instruction and guidance, the employee is obli-
gated to follow the given instructions and contribute in the maintenance of 
safe work environment. The law does point out that the employees´ obli-
gations are in relation to their experience and competence. Based on this 
statement it is the employers´ responsibility to make sure that the employ-
ees´ skill-level corresponds with the assigned tasks and given instructions. 
The issue is covered in the Occupational Safety and Health Act as follows: 
 
“Section 18 – Employees’ general obligations  
(1) Employees shall follow the orders and instructions given by the em-
ployer within his or her competence. Employees shall also otherwise ob-
serve such order and cleanliness as well as care and caution that is neces-
sary for maintaining safety and health necessitated by the work and work-
ing conditions.  
(2) Employees shall also, in accordance with their experience as well as 
the instruction and guidance provided by the employer and according to 
their occupational skills, by available means take care of both their own 
and the other employees’ safety and health.  
(3) Employees shall avoid such harassment and other inappropriate treat-
ment of other employees at the workplace which causes hazards or risks to 
their safety or health.” (TTurvL 738/2002 18:1-3§.) 
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1.4 About the research 
1.4.1 Research Question and background of the research 
The research question of this thesis is: “How to develop the orientation of 
new employees in the invoicing department of Shared Service Centre?” 
The research is conducted in the Shared Service Centre of Kesko Corpora-
tion. The thesis concentrates especially on the flow-through invoicing of 
Kesko Food because the request for the research has become from the 
team in specific. The need for this research has arisen from the authors´ 
own experiences when working in the department, based on discussions 
related to the topic in the team meetings and a request from the supervisor 
of the researched team. Because of the research there will be suggestions 
for improving the overall orientation process in invoicing department and 
a work instruction manual that contains the instructions for work tasks of 
the commissioning team. The manual will be used in the orientation pro-
cess for new employees and as a tool in the daily operations of the team 
for all employees. 
1.4.2 Research Objectives 
The primary objective of this thesis is to create a comprehensive manual 
for the flow-through invoicing team of Kesko Food. The organizations 
general policy is that each team should have a manual that contains all in-
structions related to the processes and daily operations. For the researched 
team, there is currently no manual available so the need for the manual is 
explicit. The objective is that once the manual is implemented, it will im-
prove the orientation of new employees and make their learning of the 
processes easier and more effective. The manual will be beneficial for cur-
rent employees as well, because it will contain detailed instructions for all 
processes and transactions. The aim is to create well-structured, clear in-
structions that are easy to follow and understand. The manual will be 
structured in such way that the employees can easily find specific instruc-
tions for certain process that they need support for. For creating such 
manual, the author needs to get familiar with the common guidelines of 
the organization for creating instructions and the existing manuals of other 
teams. The processes will be gone through with the current employees and 
the supervisor of the team to make sure that all important information is 
covered accurately and precisely. 
 
Another objective is to provide improvement suggestions to the overall 
orientation process of the team based on the research. These recommenda-
tions will be useable not only in the researched team, but in the whole in-
voicing department and other departments of Shared Service Centre. The 
basis for the research is built up by studying the theoretical background of 
orientation. After studying the theory and having an understanding of how 
an effective orientation process should be like, the author conducts inter-
views and a personnel survey to gain information and understanding about 
the current situation in the organization. Based on the interview results, 
beneficial recommendations can be formulated. 
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1.4.3 Research Methods 
The first research method of this thesis is studying the theoretical back-
ground of orientation carefully for enabling a comprehensive analysis of 
the orientation process in Shared Service Centre. Background for the re-
search conducted in the commissioning organization is gained by under-
standing the theoretical aspects of orientation. Besides the orientation the-
ory, the invoicing processes of the commissioning team will be studied in 
order to create a comprehensive, detailed manual for the processes. This is 
done by discussing with the current employees and the supervisor of the 
team, who have the best expertise of the operations, and researching the 
company´s internal material and instructions. 
 
Another research method is conducting interviews as a tool of qualitative 
research in order to understand the current situation of the department and 
find out the subjects of development. The interviews will be conducted for 
selected employees in the flow-through invoicing team, two former mem-
bers of the team and the team leader. The interviewed employees are se-
lected based on their expertise and experience in the team. All of the inter-
viewed employees have worked or currently work in the commissioning 
team and they have understanding about the process. Purpose of the selec-
tion is to gain different viewpoints for the research. One of the interview-
ees has recently started in the department and has recent personal experi-
ence about the orientation. Another interviewee has worked in the team for 
five years and can provide insights about changes and development in the 
operations and management of the team during the years. Two of the in-
terviewees have given orientation to new employees in the team and they 
can provide valuable information from the instructors´ viewpoint. The 
team leader on the other hand observes the situation from the supervisory 
point-of-view. She can provide important information about the organiza-
tional aspects of the topic. 
 
A qualitative research in a form of a personnel survey will be conducted to 
support the research and gain valuable information to improvement sug-
gestions for the commissioning organization. The questionnaire is as-
signed for the employees of the invoicing department. The purpose of the 
survey is to find out how the employees perceive the orientation process in 
the organization and how satisfied they are with the orientation they re-
ceived when starting in the invoicing department. The primary aim of this 
research method is to gain honest opinions from the respondents about to 
process in order to identify possible defects and aspects that need to be 
improved.  
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2 ORIENTATION THEORY 
2.1 Defining Orientation 
Orientation is the final step in the employment process (Rao 2009, 69). As 
a whole, the concept of orientation contains two different aspects: work-
place orientation and job guidance (also referred as task orientation). In 
short, the concept means familiarizing a new employee with the company 
and his/her work. The separation between the two phases of orientation is 
following. Workplace orientation consists of the general introduction of 
the company, its policies and departments, safety issues etc. In literature, 
the word orientation is commonly used when talking about this introducto-
ry part in the very beginning of the employment. In this thesis, it is re-
ferred as workplace orientation for clarifying the difference between the 
two discussed phases of orientation. In workplace orientation, the basis for 
working in the company is provided before going into detail with the actu-
al work tasks that the employee will be responsible for. The second aspect 
of orientation is the job guidance, where the new employee gets on-the-job 
training for his/her tasks and duties. The objective of job guidance is that 
the employee gains enough knowledge and skills in order to work inde-
pendently and proficiently. (Santalahti, Mäkeläinen & Hämäläinen 2010, 
1.) 
 
Orientation process needs to cover, not only the work done in the compa-
ny´s own facilities, but also work that is performed outdoors or at the cus-
tomers´ premises. Organized orientation process is necessary regardless 
the size or field of the organization and it should be provided for all em-
ployees irrespective from their position in the organization; the line work-
ers, supervisors, temps, part-time employees and so on. Since workplace 
orientation is about introducing the facilities and procedures, it concerns 
only the new employees. The job guidance on the other hand is essential to 
provide also for existing employees who have been working in the com-
pany for a longer time. For instance, when a company implements a new 
IT-system or purchases new machinery that employees need to learn how 
to operate, the job guidance is required for all employees. Based on this 
fact, orientation is a continuous process that should be developed accord-
ing to the needs of the personnel and the changing environment. (Penttinen 
& Mäntynen 2009, 2.) 
 
Usually orientation is conducted by the immediate supervisor of the new 
employee. His/her responsibility is to plan, implement and monitor the 
orientation. Some parts of orientation are often delegated to one of the ex-
isting employees of the department in question but the responsibility re-
mains with the supervisor and line manager. The assigned employee 
should be trained for giving orientation and guidance. (Penttinen et al. 
2009, 2.) Especially when it comes to job guidance, in many organizations 
delegating the work is used because the supervisor does not usually have 
the best expertise on the daily activities and tasks and is not therefore the 
most suitable person to give instructions about them.  
Developing orientation in the invoicing department and producing a work instruction manual 
 
 
12 
2.1.1 Workplace Orientation 
Workplace orientation is the process of welcoming a new employee and 
providing the information he/she needs for starting to work in the compa-
ny and to settle down promptly. (Rao 2009, 69.) In the procedure, new 
employees are provided with information about the organization, its opera-
tions and directives. The basic information involves company rules and 
policies, and issues such as working hours and holidays. After the basics, 
more detailed information about the work practises is explained. This in-
volves exact information of the daily operations, company structure, safety 
and security information, and introduction of the workplace and co-
workers. (Dessler 2002, 184.) Commonly the workplace orientation takes 
place during the new employee´s first day on the job. It is vital that the 
immediate supervisor of the employee is available for welcoming the new 
employee to the organization and to provide the first introduction to the 
job and the workplace. (Valvisto, 2005, 46).  
 
Workplace orientation process can be divided into two main categories: 
organizational orientation and departmental orientation. Purpose of the or-
ganizational orientation is to familiarize the new employee to the whole 
organization, its products, history and policies. The objectives, mission, 
competitive advantage and standard procedures should be explained to the 
new hire. In addition, it is important to explain how the employees fit into 
the strategies and objectives, how the employees help to achieve the com-
pany´s goals and why they are vital for the company´s success. Also train-
ing opportunities and other career development possibilities are advisable 
to be introduced at this stage. Normally organizational orientation is held 
to a larger amount of new employees because it contains a lot of infor-
mation and therefore it takes time to present. It also requires one or more 
experts of the covered topics to give the presentations. The orientation ses-
sion should be well-structured and planned in order to achieve the best re-
sults. (Arthur 2006, 298.) 
 
The departmental orientation is less formal than the organizational orienta-
tion. This part of orientation consists of familiarization to the facilities, the 
co-workers and workstations. It should include a walking tour around the 
premises so that the new employee can actually see where everything is 
located and in which workstation his/her team members and other teams 
work. Once the basic information is given, the department-specific infor-
mation should be explained. This includes for instance the following mat-
ters: departmental responsibilities, structure of the department, job de-
scription (tasks and responsibilities), confidentiality issues, working hours, 
break policies, performance expectations, internet usage policies, infor-
mation channels, dealing with personal matters (e.g. personal phone calls), 
occupational health care system, salary and vacations. (Arthur 2006, 302-
304, Rao 2009, 70.) 
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2.1.2 Job guidance 
There are several situations where job guidance is required. Naturally, 
when a new employee starts and is not familiar with the work, he/she 
needs a thorough training and introduction to the job. Other situations 
where job guidance should be given are following: the job responsibilities 
or methods change, new machinery or equipment are implemented, a spe-
cific task is done rarely and is not familiar for all, the safety instructions 
are neglected or an accident happens, the work situation differs from the 
conventional, defects or lacks in the processes or product quality are rec-
ognized and in case the originally given guidance has been insufficient. 
(Penttinen et al. 2009, 4.) 
 
A thorough job guidance given for new employees consists of all the is-
sues that relate to performing the job. These include for example the job 
description, division of the tasks that the work consists of, knowledge and 
skills required for performing the job and utilization of the necessary 
equipment and machinery. Part of the job guidance is also going through 
the work safety matters and explaining all possible health or safety risks, 
what precautions have to be followed to avoid or minimize the risks (e.g. 
wearing a helmet) and how to work securely. Important part of job guid-
ance is that the instructed person gets to participate actively in the process. 
It makes learning considerably more effective and as said in many con-
texts, “learning by doing” is the best approach for assimilating new things. 
(Penttinen et al. 2009, 2.) 
 
 
Figure 2 5 step model of job guidance (Vartianen et. al. 1989, 93) 
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A five-step model is one of the well-known and commonly used methods 
developed to support the job guidance process. The model was originally 
presented by Vartiainen in 1987 and since then, it has been utilized in sev-
eral companies as a tool for job guidance. The model introduces five steps 
(Figure 2) that can be used as a basis structure for the on-the-job training. 
1. The first step is the start point of guidance, where the existing skill and 
knowledge level is evaluated. Based on the existing know-how, the in-
structor can evaluate from how basics to start the instructions. In this 
step, the new employee is encouraged to learn and the goals are set. 
The person giving the guidance describes the tasks to be learnt. 
2. The second step, giving instructions, consists of explaining, rationaliz-
ing and demonstrating the tasks for the new employee. The instructor 
shows how the work task is done while explaining the activity and 
supporting the information with arguments why the task is done in a 
certain way and why it is important. Providing the rules and regula-
tions related to the task should be done at this stage. 
3. The third step, vision exercise, is a method used for more effective and 
efficient learning. At this stage, the new employee describes the tasks 
that he/she has been thought. The instructor asks to explain the process 
with own words and repeat the information in one’s mind and follows 
and supports the processing of information. 
4. The fourth step, practical training, is the stage when the new employee 
gets to practise the job under supervision. The employee is allowed to 
try and practise the tasks and should be given feedback on how he/she 
is doing. After feedback, the practise is repeated and finally the skills 
level is evaluated. 
5. Once the final step, confirming acquired information, is reached, the 
employee is ready to work independently. He/she is provided with 
feedback and encouraged to ask questions whenever something is un-
clear. At this stage, the official job guidance is finished but the em-
ployee of course gets assistance and support whenever he/she needs it. 
(Vartiainen, Teikari & Pulkkis, 1989, 93-100.) 
2.2 Preparing for orientation 
Careful planning and preparation is the key for effective implementation 
of any business process and the same applies to orientation. By following 
certain guidelines, orientation program can be made more effective. The 
foundation needs to be ready to enable the success of the program. The 
basic preparatory steps that need to be taken care of before the orientation 
are: assigning a person in charge for the orientation of a new hire, making 
a detailed plan, assembling related material that supports the orientation 
and is given for the new employee, training the person responsible for the 
orientation and other employees who participate in the orientation process. 
All of these preparations should be supported by an open discussion with-
in the organization and a constant development of the plans. (Penttinen et 
al. 2009, 3, Rao 2009, 72.) 
 
 
 
Developing orientation in the invoicing department and producing a work instruction manual 
 
 
15 
Besides the orientation material, also other necessary documents should be 
prepared in advance and the workstation of the new hire should be made 
ready and prepared with requisite supplies. A part of the planning is to 
make a schedule and agenda for the new employees first day (or longer 
period when required) in order to ensure that all necessary issues will be 
covered. (Arthur 2006, 294-296.) A structured orientation program that is 
divided into separate phases could be an effective approach and ease the 
employee in understanding and learning the information. Having another 
employee as a partner (explained in more detail in chapter 2.3.1) could 
make the integration to the work environment easier and reduce anxiety. 
(Rao 2009, 72.) 
 
In addition, access materials (keys or access passes) and all reading mate-
rial that will be given during the first day on the job should be prepared. 
Also some informing matters should be taken care of before a new em-
ployee starts in the company. It is advised that a brief welcoming letter 
should be send to the employee before the first day on the job. Additional-
ly, other members of the department should be informed about a new 
member joining the team and give some background information about the 
new employee so that it does not come as a surprise for anyone. (Arthur 
2006, 294-296.) 
2.3 Work instructions  
A work instruction is a guidance that enables the employee to perform the 
work correctly. Its main objective is thereby achieving quality. In many 
organizations today, the work instructions are not designed so that the em-
ployees could easily read and understand them. To ensure the clarity and 
effectiveness of the work instructions, they should fulfil and reflect four 
important characteristics: credibility, usability, accessibility and consisten-
cy. For maintaining the credibility of the work instructions, they need to 
be updated whenever changes occur. In case the instructions are not up-
dated and well maintained, the employees may lose trust on them and con-
sequently the instructions lose the credibility. When the changes in opera-
tions and work methods are passed on verbally without updating the in-
formation to the work instructions, a lot of information can be missed and 
the information may not reach all of the employees involved. Clarity is 
one of the most essential characteristics of an effective work instruction. 
The clearer the instructions, the quicker it is to read and understand them. 
Graphs and figures increase the clarity and they should be applied when-
ever possible. The information should be kept simple and related to the 
explained topic, without additional, unnecessary text to read. The work in-
structions should also be easily and quickly accessible. In addition, the in-
structions need to be consistent so that they can be easily followed. Exam-
ples of the required consistency are: a term used in the instructions has to 
mean the same every time and, the format and layout should be coherent. 
(Four Essentials of Effective Work Instructions, 2012.) 
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2.4 Orientation tools 
2.4.1  The Partner Program 
The partner program (also known as shadowing or sponsor system) means 
that a support person is selected for the new employee to give assistance 
and guidance in the beginning of the job relationship. The selected person 
should be from the same team and thereby he/she is able to answer the 
task related and general questions that arise in the mind of the new hire. 
The assigned partner is there to provide encouragement and to help in the 
integration to the team and familiarization to the work. Overall, the idea is 
that the support person makes the transition to the new work environment 
easier and ensures that the new employee feels welcome and becomes a 
part of the team. From the new employees´ point of view, this approach is 
beneficial because he/she knows that there is always someone to turn to 
when assistance is required. (Arthur 2006, 310.) 
 
The manager or supervisor usually gives a formal introduction to the com-
pany policies and to the work tasks. As the assigned partner is part of the 
team and from equal position as the new employee, he/she can provide 
some additional, less formal information and tell about the unwritten rules 
of the organization. From the partner this program takes time and com-
mitment but in the long run, it is rewarding for all parties. One of the ben-
efits for the partner is the possibility to self-development through the pro-
cess, for instance in the areas of leadership and communication skills. The 
formality of this program depends on the organization, in some compa-
nies, it can be very casual process and in others, there can be a structured 
agenda that will be followed through the process. The length of this pro-
gram generally varies from a week to the end of trial period (up to three or 
four months). (Arthur 2006, 310.) 
 
The role of the partner is fairly demanding and he/ she should possess cer-
tain skills and qualities for the program to be successful. First of all, 
he/she should be motivated for the duty, have positive attitude and possess 
enough knowledge about the department and its goals and tasks. The wide 
knowledge comes from experience and therefore the selected partner 
should be someone who has been working in the company for a long 
enough time to be able to share all necessary information. Ideally, the 
partner should also be flexible, patient and have good verbal skills in order 
to explain the issues clearly. During the partnering process, the manager 
should check that everything is going well and in case problems with the 
partner/new employee relationship occur, he/she should take actions ac-
cordingly. In ideal situation, companies should provide training for the 
employees interested in the role of a partner. (Arthur 2006, 311,312.) 
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2.4.2 Orientation follow-up 
To ensure that the orientation has been successful and the predetermined 
objectives have been reached, a follow-up procedure should be a part of 
the orientation programs in the organizations. The new employees may not 
have courage to admit in case they do not recall all issues that were cov-
ered in the initial orientation. Therefore, a scheduled follow-up meeting 
should be organized to provide feedback about the orientation, based on 
which the strengths and possible weaknesses of the orientation program 
can be identified for future development. Important aim of the follow-up is 
that the issues that have remained unclear in orientation can be further dis-
cussed Alternative approach to arranging a meeting is to use a checklist 
where the employee can evaluate the received orientation. (William & 
Keith 1996, 259.) 
2.5 Objectives and Benefits of Orientation Programs 
The primary goal of orientation programs should be assuring the employee 
about the decision to join the company and make them feel as a valued 
employee. When this objective is achieved, it can affect the employee re-
tention positively. (Arthur 2006, 289, Rao, 2009, 71-72.) From the com-
pany´s perspective, another important objective of orientation is ensuring 
that the new employee understands the policies and regulations and will 
work accordingly. By effective orientation, errors are reduced and level of 
performance increased. (Dessler 2002, 184, Penttinen et al. 2009, 4.) In 
case the communication policies and employment legislation issues are 
not clearly defined in the orientation process, it can even lead to costly 
proceedings or unnecessary disciplinary actions (Arthur 2006, 289). Effec-
tive orientation is vital from people management perspective. It aims to 
make the new employee feel welcome at the workplace and belonging to 
the team. (Dessler 2002, 184) According to Arthur (2006, 289) a survey 
has shown that nearly every second employee feels that they did not re-
ceive the support they needed when starting in a company. In order to an 
employee to concentrate fully on the work tasks, they should first feel 
comfortable with the facilities and procedures, and gain understanding 
about the company expectations. 
 
When an orientation program is planned and implemented well, it pro-
vides several benefits for the employers. First and foremost, it is the foun-
dation for effective relations between the employer and employee. It 
should be seen as an opportunity to indicate a commitment to the well-
being and development of employees. (Arthur 2006, 291.) Orientation has 
a vital role in development of human resources and it can be seen as an in-
vestment. Through effective orientation programs the service quality, level 
of expertise and employee commitment and wellness are improved. Corre-
spondingly, safety risks, sick leaves and employee turnover are reduced. 
(Penttinen et al. 2009, 1-3.) Arthur (2006, 291) suggests that in order to 
gain best response from the new hire and maximise his/her contribution, 
employer should start the orientation by explaining certain matters. 
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The matters are following: how well the employees are listened in the 
company, what has been done to make the employees feel appreciated and 
somehow demonstrate how great it is to work for the company. This is an 
alternative approach to the traditional way of explaining about the organi-
zational structure and the rules of the company. However, these matters 
need to be explained and the employee needs to know exactly what is ex-
pected from him/her. The manner of introducing the more formal issues 
has an effect to the creation of mutual respect. Orientation programs can 
also make the new employees learning process faster and more efficient. 
Orientation provides departmental information and knowledge about the 
equipment etc. and when an employee knows these issues, the amount of 
time asking for assistance or trying to sort these things out individually, is 
reduced. (Penttinen et al. 2009, 3, Arthur, 2006, 291.)  
 
Employees see the importance of orientation very differently from the em-
ployers. From the employees´ perspective, usually the most important fac-
tor when starting in a new company is to feel welcome. Making the new 
hire feel welcome, can be accomplished fairly easily by good preparations 
and making a schedule and a plan for the first day. A new employee wants 
to know about the issues that affect him/her personally. These include the 
basic information for daily activities such as clothing, parking, supplies 
and equipment; lunch hours and other breaks, personal hygiene etc. On the 
departmental level, other benefits that employees seek in orientation are 
getting to know the people with whom they will be working, knowing 
whom to approach in case of questions or concerns, and learning about the 
evaluation process, departmental goals and the communication channels. 
Organizationally speaking, important facts to know are the affecting pro-
cedures and policies, company´s expectations and reward mechanism. On-
ly after the employee feels that the issues listed above are introduced, 
he/she feels confident enough to start concentrating on less personal, or-
ganization wide matters such as company´s goal and competitive position. 
(Arthur 2006, 295.) 
2.6 Problematic issues with orientation programs 
Orientation process is not always successful and as in every business func-
tion, there is a risk of something going wrong. Therefore, good prepara-
tions are vital in order to minimize the potential risks. One of the potential 
problems is that the person giving the orientation (usually the immediate 
supervisor) has a lack of time resources, or is not trained well enough to 
carry out the program. Another problem may be that the new employee is 
provided with too much information at once and he/she is not able to take 
in all the information. (Rao 2009, 72.) If the employee gets pressure of not 
learning everything fast enough, this may cause nervousness for the em-
ployee instead of gaining confidence, as is one of the objectives of orienta-
tion. Trough identifying the possible problems with the orientation pro-
cess, they can be avoided or the risk can be minimized with some precau-
tions. As an example, by making sure that the person giving the orienta-
tion is well trained and prepared to reach the wanted results. 
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3 ORIENTATION IN SHARED SERVICE CENTRE 
3.1 Data collection 
In Shared Service Centre, a common database is maintained for the use of 
all employees. In the database, the general and team-specific instructions, 
orientation guide, meeting memos, material from the personnel info ses-
sions, customer information and other important data is maintained and 
can be accessed by all of the employees. The description of the current sit-
uation is written partly by utilizing these documents and files from the 
company´s Intranet. Other source of information is the personal experi-
ence of the author gained through working in the organization for over a 
year. While working in the company, the author has observed the orienta-
tion process and other procedures of invoicing department. She has partic-
ipated in weekly team meetings of the researched team and some of the is-
sues analysed in the following chapters have arisen in these meetings. The 
author´s ideas and conclusions are reflected when analysing the orienta-
tion process in the researched department. Another data collection method 
was to conduct a survey to the whole invoicing department. The objective 
of the survey was to find out more information about the orientation in 
SSC in general and research how the employees perceive the current pro-
cedures and how satisfied they are with the orientation. The questions and 
results of the interview will be reported and analysed in this chapter. 
 
The primary data collection method was conducting interviews with two 
current and two former members of the team in question because they 
have the best insight and up-to-date information about the research ques-
tion. In order to understand the current situation and find out where im-
provements could be made, the supervisor of the researched team and the 
four employees were interviewed. The sampling of the interview was 
thereby five people and due to the low amount and turnover of employees 
in the researched team, for this qualitative research it is adequate amount 
to provide reliable and sufficient results. All of the interviewed people 
have different amount of experience in the team and they have had varied 
responsibilities, which provides variability and profound for the results.  
 
The interviewed people looked at the subject from different point of views 
because of their different backgrounds, which enabled gaining more in-
formation to support the research. One of the employees has started in the 
team only a few months ago and could look at the subject more from the 
point of view of a person who is given the introduction. Both of the former 
employees, who have recently moved to another team, have been respon-
sible for giving orientation for new employees in the researched team. 
Therefore, they could evaluate the orientation process from the instructors´ 
perspective. When the team leader was interviewed, she was asked about 
the general orientation procedures in the organization. Her point of view 
was naturally different from the employees´ point of view as her com-
ments were mirrored from the whole organization´s guidelines and the 
other employees answered more as individuals and through their own ex-
periences. The interviews are referenced when analysing the current situa-
tion of the department. 
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3.2 Organizational Orientation in SSC 
The organizational orientation of Shared Service Centre is organized in a 
form of an info session for summer workers in the beginning of June every 
year. The date is selected so that most of the seasonal workers have joined 
the company. The occasion is a joint info session for the summer workers 
of Shared Service Centre and an outsourced accounting services company 
called Vähittäiskaupan Tilipalvelu VTP Oy. (Figure 3 shows the position 
of these two companies in the finance sector of Kesko Corporation.) The 
briefing consists of introducing Kesko Corporation, SSC and VTP Oy and 
the main presentation is given by the Regional Manager. Other presenta-
tions are given by a representative of SSC and VTP Oy. The session con-
tains a lot of important information in a compact package and it takes ap-
proximately three hours. (Team leader, interview 3.10.2012, Kesätt Info 
12.6.2012.) 
 
 
Figure 3 Finance/ Kesko Corporation (Kesätt info 12.6.2012)  
 
The briefing is mandatory for all of the new summer workers because it 
provides a lot of important information that all employees should be famil-
iar with. Also summer workers who have already worked in the organiza-
tion in pervious summers are recommended to join the info session to re-
vise the issues that may have been forgotten during the time off from 
work. Besides summer workers, other employees who have recently 
joined the company should attend the info session. 
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The first part of the organizational orientation concentrates on Kesko Cor-
poration and the retail sector in general. First, a short introduction to the 
retail sector in Finland is given and then the position of Kesko in the mar-
ket is introduced. The presentation consists of general introduction of the 
company, its mission and strategy, organizational structure, some im-
portant financial figures, competition and customers, current trends in the 
customers purchase behaviour, regional information (operations in Pir-
kanmaa), the future plans and projects of the organization and the chang-
ing environment and its effect on the operations. (Info Kesätyöntekijöille 
2012, 2-20, Kesätyöntekijät 1362011, 2-36.) The presentation about 
Shared Service Centre introduces the history, main operations, mission, 
core competencies, customers, financial facts and figures, different de-
partments and their key activities, organizational structure and controlling 
measures of the company. All of the things covered in the presentation are 
issues that can be found in the general guidelines of organizational orien-
tation explained in chapter 2.1.1 Workplace orientation. On top of the 
company-related information, also employees role, what the job offers to 
the employees and a training possibility is introduced. As was suggested 
by Arthur (2006, 298), this part of orientation is advisable to give to a 
larger group due to its informative, general nature and the time commit-
ment required from the higher level of management. The same applies to 
the procedure in SSC as this part of orientation is common for all summer 
workers and other new employees. 
3.3 Departmental Orientation in SSC 
The first day of a new employee in Shared Service Centre starts with 
his/her immediate supervisor. According to the current procedures, the 
team leader first meets with the new employee, generally in the team lead-
ers’ office, and goes through the orientation guide point by point. (Team 
leader, interview 3.10.2012.) It is the team leaders´ responsibility to go 
through the key points from the manual with the employee. After going 
through the orientation guide with the employee, he/she can keep the pa-
per version and read it through with more detail individually. Electronic 
form of the manual is available in the common database. After the team 
leader has given the introduction and tour around the facilities, the new 
employee is introduced to his/her team. One of the fellow team members, 
assigned by the team leader, then gives a more thorough job-related intro-
duction and training for the position. (Perehdytyskansio 2012, 4). 
 
In most of the departments, the person who trains new employees varies 
depending on the workload and no employee is specified on training espe-
cially. In some cases, the team leader may delegate the whole orientation 
process to the person who gives the on-the-job training to the starting em-
ployee. The interviewed team leader states that the common policy in the 
organization is that the person with the best expertise on the tasks is as-
signed to be responsible for orientating the new member of a team. This 
can apply to many employees of a team with enough job experience, not 
only one person. 
 
Developing orientation in the invoicing department and producing a work instruction manual 
 
 
22 
She pointed out that in the flow-through invoicing of Kesko Food, current-
ly all four permanent members of the team are familiar with the processes 
so well that they can be assigned to give orientation. However, until May 
2012, her former substitute who had recently moved to another team sup-
ported the team by giving orientation due to her experience on the func-
tion. Normally tasks across team borders are not implemented, but this 
was a case of recently changed team assembly that took place in the 
spring. (Team leader, interview 3.10.2012.) 
3.3.1 Orientation guide 
Shared Service Centre has a common orientation guide that provides the 
basic information about the organization and its policies. The orientation 
material includes the following two chapters. First chapter “Welcome to 
Shared Service Centre” introduces the aim of the orientation material, key 
points about the organization, working hours, collective agreement, sala-
ries, employment benefits, support for free-time activities, employment 
health care and occupational safety delegate. The second chapter called 
“Practical information” describes all practical matters that are necessary to 
know in order to manage with the work from the very beginning. The is-
sues include general information about the workstations, answering to the 
phones, mail delivery and office supplies. Other issues explained are the 
social facilities, smoking and parking policies etc. Also the open office 
conduct and non-disclosure obligation are explained. (Perehdytyskansio 
2012, 4-10.) 
 
As summarized above, the orientation guide includes the basic information 
that helps the new employee to start in the company. The guide consists of 
brief introduction of each topic and in many cases there is a link where 
more information can be found either on internet or the Y-drive of the 
company´s common database. (Perehdytyskansio 2012.) The reason be-
hind this approach is understandable, because not everything can be writ-
ten in the guide or otherwise it would become a too heavy package to read. 
However, one of the interviewed employees, who have started to work in 
SSC only eight months ago, mentioned that for her it was very confusing 
to read the orientation guide because it contained so many references to 
the Y-drive. At the time she was reading the guide, no one had told what 
the Y-drive is, how to access it and how to find certain information from 
there. (Interview: Employee 4, 2.11.2012.) 
 
When the selected employees were interviewed, the orientation guide was 
covered. Two of the interviewees had not even seen this orientation guide 
even though they have given orientation to new employees and summer 
workers in SSC. Both of them had started in the invoicing of Kesko before 
the orientation guide was made in its current form but, as employees who 
give orientation, it would be essential that they are familiar with it. As 
covered in the interview with the team leader, the supervisor of each team 
goes through the guide with the new employee and prints out a copy of the 
guide for the employee. (Employees 2 & 3, interview 26.10.2012, Team 
leader, interview 3.10.2012.) 
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Even so, all employees who give orientation in SSC should be familiar 
with this common orientation guide because the new employee may ask 
questions for which an answer could be found in the guide or he/she may 
need some clarification for some of the covered topics.  
3.4 Job guidance in SSC 
The instruction for the actual work tasks is given by a selected member of 
the new employee´s team. The person giving the job guidance is assigned 
in advance and should be prepared to give the orientation. The time re-
sources are arranged so that the team can cope with all work even though 
familiarizing a new employee takes some time from the joint resources. 
The general guideline in the flow-through invoicing of Kesko Food is that 
the assigned person is the one with the best expertise on the specific tasks. 
There is no specific time limit set for the length of the job guidance. The 
principle is that the new employee is provided with instructions and sup-
port as long as he/she requires. (Team leader, interview 3.10.2012.) 
 
The supervisor of the new employee gives the workplace orientation, but 
does not give the job guidance. This is simply because the other team 
members work with the processes daily and know exactly how the con-
crete activities such as inputting invoice material is done correctly and ef-
ficiently. Even though the supervisor is familiar with the processes, her 
daily activities are naturally very different from the other employees of the 
team. This is the main reason for selecting someone who does the same 
tasks as the new employee will perform, to give the guidance.  
3.4.1 Work instruction manuals 
The orientation guide is used for all of the departments and teams, and it 
contains only general information that can be applied in all of the positions 
within the company. In addition, all teams should have their own orienta-
tion or training manuals that contain more detailed information about spe-
cific tasks. The width and quality of these manuals varies considerably. 
The company´s policy is that all guides and instructions are maintained in 
the shared database in electronic form. When any improvements or chang-
es are made, these should be updated to the electronic files. In SSC, there 
was a decision made to update the instruction manuals for all of the in-
voicing teams during the years 2010 and 2011. The team leaders of the in-
voicing department made an instruction document, dated 1.2.2010, for 
writing the manuals. The key points of the document were the following: 
1. In the manuals, all of the tasks of each process are described. 
2. In case there is a need to write more instructions later on, these should 
be updated to the manual instead of writing separate documents or 
notes. 
3. The existing instruction documents will be maintained in Y-drive. 
The instruction document for writing the manuals also includes the layout 
requirements and other technical information in order to the manuals to be 
parallel. (Työohjeiden kirjoittamisohje 2010.) 
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In the flow-through invoicing department of Kesko Food, to which this re-
search is concentrating, there is currently no coherent instruction manual 
available despite the planned action described above. There are some sep-
arate documents and not all of them are in an electronic form at all or they 
are not easy to find from the database since they are located in different 
files. The flow-through invoicing team used to be joined with electronic 
invoicing (EDI) team of Kesko Food. A coherent instruction manual is 
made for the electronic invoice processes, but the flow-through invoicing 
process instructions are missing. The work tasks of the two processes are 
completely different and the instructions do not apply for both. There 
should be two separate instruction manuals for these operations. The two 
teams were separated in the beginning of 2012 along with a structural 
change in the organization. The objective of the change was to optimize 
the business functions in the organization and align teams according to 
similar operations instead of based on the customer organization as in the 
previous team division. As a result, the departments were restructured and 
many team assemblies modified.  
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3.5 Personnel Survey: Orientation in Shared Service Centre 
As a part of the research, a personnel survey was conducted in the invoic-
ing department of Shared Service Centre. One aim of the survey was to 
find out how satisfied the current employees are with the orientation they 
received when they started in the invoicing department. The primary goal 
was to get development ideas and suggestions for the orientation process 
in SSC and find out what the employees think the weaknesses in the cur-
rent orientation are. After summarizing the research results, they will be 
critically evaluated. Based on the results development suggestions for the 
orientation of commissioning organization will be made. The answering 
for the confidential questionnaire was anonymous in order to get the hon-
est opinions from the respondents. Answering was done by filling a print-
ed paper form and returning it to a sealed return box. 
3.5.1 Sampling, response rate and division of respondents 
The questionnaire was assigned for the employees of the invoicing de-
partment in Shared Service Centre and the sampling was 70 employees. 
The number of received responses was 59 and the calculated response rate 
is thereby 84%, which is a good result and provides reliable research re-
sults. The survey was made for the employees of all the invoicing teams in 
Shared Service Centre, which means nine teams in total. All of the invoic-
ing teams were represented in the results. The following figure 4 presents 
the teams that were part of the survey and shows the division of all of the 
responses in relation to the teams.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 4 Invoicing teams and their percentage share of all responses 
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The amount of employees working in the teams varies from four to twenty 
and therefore the comparison between the teams is not in a central role 
with the survey. It was nevertheless important to identify which team each 
respondent represents in order to find out team-specific improvement 
ideas and suggestions. Also the respondents´ work experience in the 
invoicing department was asked in order to identify the most recent 
experiences about the orientation. Even though the satisfaction and 
development ideas of all employees are important, the new employees 
have the most up-to-date information about the current level of 
orientation. Figure 5 shows the division of respondents according to their 
working years in the invoicing department of Kesko. 
 
 
Figure 5 Respondents` work experience in the invoicing department of Kesko in per-
centages 
The above figure shows that one third (31%) of the respondents have been 
working in the department less than a year. The high share of new em-
ployees reflects the fairly high turnover of employees in the department 
that the author has observed while working in the company. The recently 
started employees can provide constructive feedback on the orientation 
because they have recent experiences and fresh memories of the process. 
The employees who have worked in the department for a longer time may 
not have clear memories about the orientation they received and the pro-
cesses have changed so that the information may not apply anymore. 
However, they can evaluate the lacking aspects of orientation in the per-
spective of a person giving the orientation in case they have experience in 
working as an instructor. Even if the respondent is satisfied with the orien-
tation he/she has got when starting in the department or does not remem-
ber details about it, he/she can provide suggestions and opinions based on 
conversations with the team members. 
 
 
 
 
 
31 % 
15 % 29 % 
25 % 
less than a year
1 to 2 years
3 to 5 years
more than 5 years
Respondents´ work experience in the invoicing department 
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The respondents were also asked whether they have personally given ori-
entation in Shared Service Centre. The aim of this question was to identify 
the percentage share of employees who have given orientation for new 
employees. Based on the responses, the share turned out to be more than 
half of the respondents, in total 56%. Besides finding out the amount of 
people who have given orientation, the question was asked in order to 
identify background information to the improvement suggestions and open 
comments.  
 
 
Figure 6 Division of the employees who have given orientation in SSC in relation to 
their work experience 
Figure 6 shows the division of the employees who have given orientation 
in Shared Service Centre, distributed based on their work experience. This 
comparison was made mainly to identify how high percentage of the in-
structors has worked less than a year in the company. The answers in the 
survey had some references to the fact that some of the instructors are not 
experienced enough to give orientation for new employees. The author has 
observed the same issue while working in the invoicing department and 
the interviews referred to the problem as well. According to the results, 
out of the people who have given orientation, only three (9%) have less 
than a year of experience in the company. The main responsibility of the 
orientation seems to be still with the employees who have more work ex-
perience. 67% of the respondents who have given orientation have three or 
more years of experience in the company. 
 
  
9 % 
24 % 
34 % 
33 % 
less than a year
1 to 2 years
3 to 5 years
more than 5 years
Work experience of the employees who have given 
orientation 
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3.5.2 Respondents´ satisfaction with the orientation in SSC 
Figure 7 Average satisfaction level of all respondents on a scale from 1 to 4 about the 
received orientation for invoicing in Kesko 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 8 How satisfied employees from different invoicing teams are with the orienta-
tion, contrasted with the average score of all responses, n=59 
The respondents were asked to evaluate how satisfied they are with the 
orientation they received, when they started in the invoicing department of 
Kesko. The evaluation scale was from 1 to 4, where 1 = not at all satisfied 
and 4 = extremely satisfied. The average score of all responses was 2,58 
which is slightly on the more positive side of the scale. Figure 8 shows the 
average score of each team. All of the scores are close to the average and 
there is no distinct variation between the teams. According to the result, all 
teams are fairly satisfied with the given orientation but on the other hand, 
no team is extremely satisfied. This reflects the fact that there are some 
needs for improvement in the whole invoicing department.  
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Figure 9 How satisfied employees with different amount of work experience are with 
the received orientation, contrasted with average score of all responses, n=59. 
When analyzing the survey results, a contrast between the work experi-
ence and the satisfaction with orientation was made to identify differences 
between the opinions of new employees and the employees who have 
longer work experience. The results showed (Figure 9) that people who 
have worked in the department less than a year had the best average score 
(2,83). Employees with work experience from 1 to 2 years were the least 
satisfied with the given orientation with the score 2,22. At least one reason 
behind the dissatisfaction in this category was found in comments from 
the open-end question 6 of the survey. Few representatives of this group 
had mentioned that at the time they joined the company (a little over a 
year ago), there was a lot of delay in the processes and employees were 
extremely busy. In the respondents´ opinion, this affected the width and 
quality of orientation negatively. Even though the employees with least 
work experience are the most satisfied with the orientation according to 
the results, they provided most improvement suggestions and ideas in the 
answers. It can be argued that it is because they have the most recent expe-
riences and ideas about the subject. Overall, the variation between these 
scores is not so clear that straight conclusions could be drawn from the re-
sults about the relationship between the work experience and satisfaction 
with orientation. 
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3.5.3 Development areas in the orientation in SSC 
 
Figure 10 How many percentages of the respondents consider each of the named area to 
be lacking 
Question 4 in the survey contained seven predetermined issues that could 
be potential development areas in the orientation process. The areas were 
as follows: duration of orientation, the content of orientation guide, clarity 
and width of work instruction manuals, IT-guidance, suitability of the per-
son giving the orientation, supplies and workstations (e.g. ergonomics) and 
introduction of other teams and departments. The respondents were asked 
to mark the issues that, in their opinion, are lacking and could be im-
proved. There was also a possibility to name other areas of development 
outside of the list. All of the listed issues were marked several times and 
fairly even need for improvement for all issues was reflected in the results. 
In figure 10, the percentage share of the respondents is shown for each of 
the named area. Nearly half of the respondents thought that the work in-
structions could be improved (46%), and the duration of orientation is not 
sufficient (44%). The problem about the insufficient length of orientation 
came up several times in the open-end question in the survey as well. 
Many of the respondents felt that the orientation should be more detailed 
and last longer. Some respondents had the feeling that due to the hectic 
schedule and delay at the workplace, the instructor did not have enough 
time to give comprehensive guidance. The new employee was directed to 
work individually before he/she felt confident about the work tasks. 
 
On top of the named development areas, few other suggestions and com-
ments were made in relation to factors that could be improved. One of the 
comments was that the accounts for the IT-systems, such as SAP or e-mail, 
needs to be ready before the new employee starts. Now there have been 
some problems with this and the new employee has had to use other em-
ployees´ accounts for quite a long time. The same issue came up also in 
the open-end question. Another comment was that the workstations of the 
team members should be located nearby so that asking for advice from 
team members would be easier. 
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3.5.4 Improvement suggestions given by the respondents 
The last question in the survey was an open-end question in which the re-
spondents could give general comments relating to the orientation or pro-
vide improvement suggestions. Overall, 26 open comments about the ori-
entation were given, which means that 44% of the respondents answered 
this voluntary question. These open comments provide valuable infor-
mation for identifying the lacks in the orientation process and provide the 
honest opinion of the employees. All of the comments will be provided to 
the commissioning organization in their original formula when reporting 
the final results of the personnel survey. Based on the received comments, 
here are summarized the key points that have been lacking and should be 
taken into account in the orientation: 
 
- Clear, common guidelines for the people giving the orientation. 
- Going through the orientation process and agenda with the people giv-
ing orientations to ensure consistency in orientating new employees. 
- A clear list about the topics to be covered in the orientation. 
- Adequate time reserved for the orientation. 
- Ensuring that the person giving the orientation is experienced enough. 
- Starting the orientation from the very basic issues, such as special vo-
cabulary. 
- Providing more information about the complicated cases and excep-
tions, not only about the basic invoicing process. 
- Emphasizing ergonomics in orientation. 
- Providing a wider overview about the whole invoicing process and the 
impact of the employees work in different issues (reasoning the opera-
tions – why, not only how, things are done). 
- Introducing other teams in more detail. 
- Involving all team members in the orientation, otherwise a lot of im-
portant information is not shared. 
- Arranging own workstation for the new employee (currently a new 
person may have to change workstation even daily and look for an 
available place every morning). 
- Underlining team leaders´ responsibility to make sure the orientation 
is sufficient and of good quality. 
3.5.5 Contrasting the results of the personnel survey with previous results 
At the end of summer season in 2012, the summer workers were asked to 
give feedback about their work in Shared Service Centre and one of the 
covered topics was orientation to the job. Similar development areas came 
up in the comments of the interviewed employees as came up in the sur-
vey conducted by the author. Based on the feedback given by the summer 
workers, the summarized issues that could be improved in orientation of 
invoicing department are following: 
- There should be more time to get familiar with the work instructions. 
- During summer peak, there are too few permanent employees to ask 
for help from. 
- The procedures and the given instructions vary depending on the per-
son who gives the guidance – lack of consistency. 
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- A clearer picture about the operations of SSC and the whole financial 
process should be provided. 
- Explaining the terms and used abbreviations. 
- Introducing the functions of other departments such as Accounts Pay-
able and Accounts Receivable.  
- Providing a follow-up orientation (e.g. after two weeks) to ensure that 
everything is going well and to revise the unclear functions. 
- Reasoning the operations, for example when explaining about transac-
tions in SAP, telling why something is done in certain way, not only 
how. 
- The expectations for summer workers skill level, for instance in rela-
tion to knowledge about SAP, is too high. 
Both in the personnel survey as well as in the interviews conducted after 
summer season in 2012, the emerged key issues were the lack of con-
sistency, inadequate depth in explaining and reasoning the processes and 
the used terms and transactions, and insufficient length of orientation. 
These issues will be discussed further in this thesis and improvement sug-
gestions for the issues will be provided in chapter 4. 
3.6 Analysing the current situation 
3.6.1 Employees who give orientation 
In the analysis of the survey results as well as the conducted interviews, 
there was repeated a defect in the preparation for the job guidance part of 
orientation. In the open-ended question of the survey was pointed out that 
the people who give orientation should have clear, common guidelines. 
This would make familiarizing the new employee easier, create consisten-
cy for the process and make the new employees´ learning process faster. 
Currently there are no common instructions on how to give orientation. 
The interviewed employees who have given orientation mentioned that 
they were never given any training or specific instruction on how the ori-
entation should be conducted. They were only asked to give orientation to 
a new employee but no agenda or time frame was defined. They also did 
not have any separate documents to clarify and support the orientation. In 
their opinion, there should be one named person in each team who gives 
the orientation to new employees and this person should be provided with 
some training for the task. (Employees 2&3, interview 26.10.2012.) 
 
In the organizational level it has been decided that there is not a named 
person for giving orientation in the teams. Instead, giving orientation is 
defined as one of the job responsibilities of all employees. The decision is 
based on the fact that one employee will not use his/her resources too 
much, but the responsibility is divided to all experienced team members to 
balance the workload. As mentioned before, the interviewed team leader 
stated that any team member with long enough experience can be assigned 
to give the orientation. (Team leader, interview 3.10.2012.) According to 
the current procedure, there is no extra incentive paid for the employees 
who are assigned to give orientation. Thereby, listing giving orientation as 
one of the job responsibilities of all employees is reasonable. 
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When the task is not an additional responsibility area for certain employ-
ees but part of the job description, it is acceptable not to pay an extra com-
pensation. Given the fact that everyone should be able to give orientation 
for new employees and are expected to do so, there should definitely be 
some kind of training and general guidelines for the task. 
 
The employees who give orientation are often notified about a new person 
joining the company and assigned to give orientation only few weeks in 
advance. There are no separate instructions provided for the people giving 
the orientation. From the authors´ viewpoint, the assumption in the organi-
zation seems to be that the assigned person knows his/her job exhaustively 
and will consequently give high quality orientation. Surely, the employees 
are experts in their own tasks and daily operations but still it would be im-
portant to provide common guidelines for the orientation. Even though a 
person is good in his/her work, does not directly mean that he/she is able 
to teach it in a clear and comprehensive manner to another person, espe-
cially if he/she is not trained for the task. 
 
Giving orientation is a challenging task because everyone has their own 
learning pace and people have different methods of learning effectively. 
The two interviewed employees who have given orientation thought that 
from the point-of view of a person who gives the orientation, it is difficult 
to perceive the tasks from the new employees´ perspective. Due to long 
work experience, especially the standard activities are so familiar and self-
evident. For the new employee, who does not have previous experience in 
the field, everything is new and the person giving orientation should try to 
view the issues from his/her angle. (Employees 2&3, interview 
26.10.2012.) The employee, who gives orientation, should be experienced 
and confident enough in the work tasks in order to teach them. One of the 
respondents argued in the open-ended question of the survey that the per-
son giving the orientation should have more than three months of experi-
ence on the job before giving orientation for new employees. The re-
spondents experience may be an exception but points out the importance 
of careful selection of the employees who give orientation. On top of work 
experience, the person giving orientation should have the motivation for 
the task. If he/she is not willing to give orientation, the level of orientation 
decreases. An unmotivated instructor may want to teach everything as fast 
as possible and may not have the patience to concentrate on all issues with 
the required particularity. 
 
One of respondents brought out the new employees´ role in orientation by 
stating that the new employee should courageously ask if anything is un-
clear. The interviewed team leader pointed out that the new employees are 
encouraged to ask questions whenever they need assistance or something 
is not clear (Team leader, interview 3.10.2012). Encouraging the new hire 
to ask questions is important to remember when giving orientation. De-
spite the encouragement, some people may be shy to ask questions or es-
pecially questions about a topic that has been covered in orientation, if 
they feel that they are not learning fast enough or they do not want to 
bother other team members. In the researched team, where the author has 
worked, the atmosphere was open and supporting. 
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In the team, it was encouraged to ask questions and emphasized that even 
covered issues can be repeated. The most important aspect was that the 
new employee learns the activities and feels confident about performing 
them. Also the interviewed employee, who has recently been given orien-
tation to the team, felt that the atmosphere was open and positive and the 
co-workers were supportive (Employee 4, interview 2.11.2012). This as-
pect should be highlighted in all of the teams and it should be emphasized 
that everyone does not learn with same pace. The new employee needs to 
feel welcome and supported in the team. The author has observed that the 
general atmosphere in the department is supportive but in some teams, due 
to high turnover of employees and hectic schedule, asking of questions is 
not supported as much as in other teams. 
3.6.2 Consistency of orientation 
In the personnel survey results and the feedback given by summer work-
ers, the inconsistency of orientation was mentioned by several respond-
ents. The consistency of orientation covers both the given instructions as 
well as the agenda of orientation. Both of the aspects were addressed in 
the responses. One of the respondents stated that it was very confusing 
that everyone in the team seemed to have “their own way” of performing 
the tasks. From the point-of-view of the new employee it is more difficult 
to learn if the instructions vary depending on the person from whom the 
question is asked. Thereby, the work instruction manuals should be re-
vised in each team and made sure that everyone has coherent work meth-
ods. One factor affecting the situation could be that there is not a named 
person responsible for giving the orientation as mentioned in the previous 
chapter. When several people give orientation, they have different ways of 
explaining the things. Even with several instructors in one team, the pro-
cess can be made more consistent with going through the issues and decid-
ing on common guidelines. In the chapter 4, the author provides recom-
mendations that can increase the consistency of orientation in all depart-
ments. 
3.6.3 Information about invoicing process and other departments 
When the author had her orientation for invoicing department in SSC in 
May 2011, she felt like the information given about the departments in 
SSC and the invoicing process in general, was extremely narrow. The 
concentration of orientation was in giving instructions on how to manage 
with the daily tasks in the specific team but the overall invoicing process 
was not thoroughly introduced. The introduction of the departments is not 
included in the orientation guide either, besides the names of each team. 
As listed in subchapters 3.5.4 and 3.5.5, the same topic was covered in the 
personnel survey and the feedback given by summer workers this year. 
Many of the respondents hoped for more detailed information about the 
operations in SSC, the functions of other departments, impact of the em-
ployees´ activities on other aspects, clear explanation of the whole invoic-
ing process, the business idea behind the shared service centre –model, 
roles of the representatives in the customer organizations and so on. 
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In the personnel survey, 32% of the respondents marked providing infor-
mation about other departments as one of the issues that could be im-
proved in orientation. In the invoicing department, the main responsibili-
ties are related to simply handling of invoices and the work is possible to 
do without better understanding of the activities of other departments, 
such as Accounts Payable. However, in terms of self-development of em-
ployees, providing wider knowledge is extremely important and providing 
a possibility to learn more and widen the understanding can function as a 
motivating factor. 
 
One of the respondents in the survey specified that in the beginning of ori-
entation, the whole invoicing process from the purchase order to the crea-
tion of the sales invoice for the end customer should be explained. Anoth-
er respondent addressed questions that had remained unclear in orienta-
tion. These questions included for example: 
- Who is affected in case an employee makes a mistake in handling 
of the invoices? 
- What is the dependency between the payment terms and the profit 
of the organization? 
- What is the purpose of invoicing agreements and who benefits 
from them? 
- Who are the most important suppliers? 
In orientation, it would be important to provide answers for these ad-
dressed issues in order to the new employee to understand the reasons be-
hind the activities and the profound idea of the operations. The author had 
similar questions in mind when she was given the orientation and when 
asked from the current employees, they could not answer many of the 
questions concerning the broader meaning of the operations. 
 
There is some information available about the strategy and key competen-
cies of SSC and a brief introduction of all departments in the common da-
tabase. The information is not easily available and it is in the form of 
presentation slides from the info session for summer workers. The infor-
mation is introduced briefly in the info session but there is no clear mate-
rial package compiled about the issues introduced in the presentation. 
Even though the session is fairly brief, it is important that the new em-
ployees get at least an overview of the organizational matters. The em-
ployees, who join the company outside of summer time, are not provided 
with similar information at all. They can join the next info session but in 
case they start for example in September, they have worked in the compa-
ny for almost a year before the next briefing is organized. The organiza-
tional orientation could be developed so that these employees get a chance 
to learn about the issues earlier. 
 
According to the author´s conclusions, one reason for not explaining the 
abovementioned matters may be the lack of time in the orientation. 44% of 
the respondents of the survey felt that the duration of orientation could be 
improved. Schedule is hectic in all departments and the company aims for 
constant intensification of the services in order to keep the lead-times and 
delays on agreed levels. 
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Another reason may simply be the lack of coherent, comprehensive mate-
rial from where the issues could be easily explained or alternatively pro-
vided for self-studying in case of lack of time resources. The person as-
signed to give job guidance may not know the answers for these issues ei-
ther because they have never been thoroughly explained in detail. There-
by, providing material that has information on these matters would benefit 
also the employees with longer experience in the company. 
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4 RECOMMENDATIONS FOR IMPROVING ORIENTATION IN SSC 
This chapter provides improvement suggestions for the orientation of new 
employees in Shared Service Centre. Most of the recommendations are 
formed so that they can be implemented in the whole organization. The 
author has formulated the recommendations based on the studied theoreti-
cal background of orientation and the conducted research in the organiza-
tion. 
4.1 Work instruction manual for flow-through invoicing of Kesko Food 
As stated previously, when this thesis writing process started, there was no 
instruction manual for the flow-through invoicing department of Kesko 
Food available. So, the need for clear, coherent instructions was distinct. 
As a part of this thesis, the author produced a comprehensive work in-
struction manual for the commissioning team. The manual is written in 
Finnish as it is the working language of Shared Service Centre. The manu-
al is directed to the use of SSC exclusively and due to privacy policies, it 
will not be published as an appendix. In this chapter, the purpose and im-
plementation of the manual will be explained and the content will be in-
troduced in general level without disclosing any substance that belongs to 
the commissioning organizations use solely. 
 
The manual consists of clear instructions of each step of the invoicing pro-
cesses in the commissioning team. The manual is written according to the 
defined layout of the work instructions in Shared Service Centre. The 
main concentration is on the work stages that are completed using SAP-
system. Majority of the invoicing activities are done by utilizing the sys-
tem and therefore the focus of the manual is on how to use SAP and in-
structions on specific transactions. The instructions of each stage include 
screenshots of the system to clarify the guidelines and make it possible to 
work with a new task individually by following the instruction manual and 
performing the steps in the system accordingly. 
4.1.1 Content of the manual 
The Work instruction manual for flow-through invoicing of Kesko Food is 
specially designed for the invoicing processing and activities of the com-
missioning team. The content is designed to best serve the invoice han-
dlers in their daily operations, focusing especially to the needs of new em-
ployees. This main target is reflected so that the processes are described in 
great detail and also basic information such as relevant vocabulary is ex-
plained. The organizational information that is introduced in the common 
orientation guide is not included in the work instructions. The work in-
struction is directed to the use of the job guidance part of orientation and 
to the concrete work tasks of the team whereas the orientation guide is uti-
lized in the workplace orientation. 
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The Work instruction manual is divided into nine chapters, all of which 
contain several subchapters for facilitating the utilization of the manual. 
The main chapters are: 
1. Introduction of Kesko Food 
2. General instructions 
3. Flow-through invoicing 
4. SAP system: SAPUSKA 
5. Manual invoices 
6. Scanned and e-invoices 
7. Checking the invoices 
8. Special instructions 
9. Attachments 
 
The first three chapters provide general instruction about invoicing and the 
customer organization. The first chapter introduces the customer organiza-
tion Kesko Food so that when a new employee starts, he/she can get an 
overview of the customer and its needs. The second chapter, general in-
structions, explains the primary preparations that need to be done for being 
able to perform the daily activities in the organization. For example clear 
instruction on how to set up the personal printing and scanning function 
called Follow-You, is explained. The function enables the employee to 
print documents into his/her own queue and the printing is started by reg-
istering to the printer with the personal identification card. This function is 
commonly used in the whole organization to avoid overlapping printing of 
documents, since the printing volume is high. Another background func-
tion explained is creating signature for e-mail; how it is done and what the 
signature needs to include. In this chapter, also introduction and utilization 
of the document-filing system called OnDemand is given. Customer or-
ganization –specific files and codes are named and explanations on what 
documents are saved in the files and when each file is needed are part of 
the instruction. In chapter 3, Flow-through invoicing, the invoicing pro-
cess and its special characteristics are explained in detail. The chapter co-
vers instructions and guidelines in relation to following issues: invoice 
types, invoicing compensations, payment terms, customer codes, suppli-
ers, product codes and determination of VAT. 
 
Chapter 4 concentrates on the general instructions of the SAP system plat-
form called SAPUSKA that is the most important tool in the activities of 
Kesko Food department. Because a new employee may not be familiar 
with SAP-system in advance, the very basic functions required for operat-
ing in the system are first introduced. This is important information even if 
SAP-system is familiar for the new employee, because the used platform 
and transactions are specially designed for the use of Shared Service Cen-
tre. Instructions on how to navigate in the system (including explanations 
on different icons and tips for keyboard shortcuts), how to add needed 
transactions to the favourites so that they appear in the main menu and 
how to change the language and other needed settings. Additionally, the 
purpose, use and special characteristics of each necessary transaction are 
explained separately.  
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In the following three chapters, the instructions for handling the invoices 
are explained step by step. Chapter 5 concentrates on how to input the 
manual invoices (paper form) and chapter 6 on the scanned and e-invoices. 
These chapters contain several specific screenshots where the required 
fields for inputting data are pointed out and explained what should be 
completed in each field. Also special rules for certain activities such as 
handling of credit invoices are explained. The instructions are given to the 
typical invoice material and the general guidelines that apply to majority 
of the invoices. The advices are given on what information needs to be in-
put to the system and what to do if some error code appears. However, the 
invoices of different suppliers are not alike and some of the suppliers have 
some special instructions that need to be taken into account. 
 
The supplier-specific exceptions of flow-through invoicing of Kesko Food 
are maintained in a common excel-sheet that is updated continuously 
when changes occur. The team members agreed with the author before 
writing the manual that this data will not be included in the work instruc-
tion manual due to its dynamic nature. The path for finding the document 
is given and the document will be used as an additional tool in handling 
the invoices when required. Chapter 7 explains how to check the input in-
voices and how to make corrections to any incorrect material. This is as a 
separate chapter because the same checking and correcting guidelines ap-
ply for all types of invoices of the team. 
 
Chapter 8, special instructions, provides additional information to the dai-
ly activities. It introduces the operations that are not performed daily, such 
as the activities that are done only when the month changes, before the be-
ginning of new accounting period. Also handling of complaints is part of 
this chapter. At the end of the manual, there are attached some additional 
documents that are beneficial for the employees. These are a product code 
listing, a list of relevant invoicing vocabulary compiled by the author, and 
orientation checklist for job guidance that the author produced as one of 
the recommendations as a result of this thesis (explained in chapter 4.5). 
4.1.2 Implementation of the manual 
There are yet no concrete results to report on how the produced work in-
struction manual has improved the orientation and daily operations in the 
department. However, the manual was accepted and well-received by the 
team leader and the team members. The forecast about its usability and 
benefit for the team is positive and it will be utilized by all members of the 
team. Copies of the manual will be printed for all team members so that it 
is easily available for them. In addition, the manual will be available and 
maintained in the company´s common database as all of the instructions of 
the organization. The manual is made based on to the current procedures 
and guidelines and it will be updated according to changes in the future. 
The manuals´ clear structure and table of content enables the effortless 
updating of specific information. Also other chapters can be added in case 
a new stage for the operations is introduced. 
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The manual will be especially beneficial when a new employee starts in 
the team. In orientation, it can be used as a guide when teaching the work 
tasks to the new employee. The work instruction enables the person to 
work individually sooner in comparison to the current situation because 
he/she will have detailed instructions for each stage of the process. Not 
later than next summer when summer workers join the company, the man-
ual will be utilized by a person who is not familiar with the process in ad-
vance. Then its clarity and concrete advantage can be reported. Another 
identified benefit is that the manual will integrate the work methods of the 
employees because it provides common instructions for each task. Hence, 
it will increase the consistency of the operations in the commissioning 
team. 
4.2 Orientation checklist 
As an additional tool to facilitate the orientation, the author produced two 
orientation checklists: one for the workplace orientation (Appendix 2) that 
is useable for all departments in SSC and one for the job guidance of flow-
through invoicing of Kesko Food (Appendix 3). The lists were written in 
Finnish for the use of the commissioning organization. The idea for such 
lists arose when the author studied the theory of orientation and notified 
that there was repeatedly a mention about an orientation checklist that 
could be utilized to clarify the process and make sure that all important is-
sues are covered. A similar idea came up in the personnel survey as one of 
the respondents requested for a clear list of things to be covered in the ori-
entation. Also, the inconsistency in the orientation caused by several peo-
ple working as an instructor was mentioned as a lack of the process. The 
checklists will benefit both the person giving the orientation as well as the 
new employee. The purpose of the checklists is to provide clear structure 
for the orientation. They will work as a structure for the orientation and 
the main goal of the checklists is ensuring that all planned issues are cov-
ered in the orientation. Another identified benefit of the consistent check-
list to be used in all teams is that it will make the orientation process more 
coherent and ensure that all of the new employees are given orientation 
according to the same guidelines.  
4.2.1 Orientation checklist for workplace orientation 
The orientation checklist for workplace orientation is designed for the use 
of team leaders as they are the ones responsible for giving the workplace 
orientation. The first part of the checklist covers the preparations that 
should be done before the employees´ first day on the job. These issues in-
clude for example ordering accounts for email, SAP and other used sys-
tems, preparing the workstation, updating employee information to 
HelpNet and assigning the employee who will give the job guidance. The 
second part of the checklist contains the topics that should be covered dur-
ing the employee´s first day on the job. This part is divided into four main 
categories: job description, orientation guide, introduction tour and other 
general issues. 
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All of the categories contain specific topics that will be marked once they 
are explained. The order of the issues is not to be followed exactly but it 
can be adjusted based on the team leaders´ own perception on the pre-
ferred order of explaining the issues. Another important purpose of the list 
is that it names all topics separately so that everything important will be 
covered and marker when completed. As a background for creating the 
list, the author has utilized the information from the orientation guide, a 
general orientation guideline from the company´s Intranet and her own 
experience and knowledge gained while working in the company. 
4.2.2 Orientation checklist for job guidance 
The orientation checklist for job guidance is especially produced for the 
flow-through invoicing of Kesko Food and it will be attached with the 
work instruction manual. It contains a list of more specific tasks that are 
part of the employee´s responsibilities in the invoicing department. The 
list starts with basic topics to be explained such as logging into the com-
puter and SAP system, creating a signature for email and introducing the 
Intranet pages of the company. The second part of the list covers exact ac-
tivities such as searching for customer codes, handling of credit invoices 
and preparing a balance document. The list is fairly detailed to ensure that 
all necessary things are covered. As job guidance takes much longer time 
than workplace orientation, it is not the purpose to cover all of the issues 
during the first day or even the first week. The list contains also activities 
that are done only once a month. The main idea is that the list can be uti-
lized to keep track on the topics that are already explained and what will 
be explained later on. As in the workplace orientation checklist, it is not 
necessary to follow the list step by step. However, the first part that lists 
the general instructions is advisable to explain first. When it comes to the 
activities related to handling of invoices, the person who gives the orienta-
tion can identify the best order to cover the things, based on his/her prefer-
ence and the time and other resources of the team. The author suggests 
that all of the invoicing teams, and other teams as well, would make an 
orientation checklist for job guidance according to the specific tasks of 
their team. It would increase the clarity and consistency of orientation in 
all teams. 
4.2.3 Implementation 
The orientation checklists should be introduced to the new employee in 
the beginning of the corresponding stage of orientation so that he/she 
would get an overview of the things to be covered during the first days and 
weeks of employment. Having information about what to expect is likely 
to increase the confidence of the new person. The idea of the checklists is 
that once each of the named area is covered in orientation and the new 
employee has assimilated the topic, it will be marked to be completed. In 
the checklists, next to each named area to be covered, there is a field for 
inputting the date when each of the steps is covered in orientation. At the 
end of the checklists, there is a field for signatures of both the person giv-
ing the orientation and the new employee. 
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Both parties will sign the checklist once all of the things are covered and 
both parties agree that the issues are clear for the new employee. Before 
signing the document, the issues should be briefly revised with the new 
employee and give him/her a chance to ask if any of the topics remained 
unclear and he/she would like further instructions on the issue. The sign-
ing of the document could be done as part of the suggested follow-up 
meeting of orientation (subchapter 4.5). This would be a chance to make 
sure that the new employee feels confident about the introduced topics and 
activities and is ready to work independently. Even though the documents 
are signed, it does not mean that everything should be completely clear for 
the new employee. Of course asking of questions and support should be 
encouraged after the follow-up as well. The primary idea of the checklists 
is to ensure that all important things are covered and to provide a clear 
structure for the orientation. This type of checklist is beneficial for all em-
ployees who give orientation but especially for the ones who give work-
place orientation or job guidance for the first time.  
4.3 Training for the employees who give orientation 
As stated in the subchapter 3.6.1, the employees who are assigned to give 
orientation are not provided with training for the task. In the theory of ori-
entation, providing training is mentioned as one of the important prepara-
tions and the key success factors of effective orientation programs. There-
by, the author suggests that training for the workplace orientation and the 
job guidance should be implemented in the organization. As giving orien-
tation is part of the job description of all employees, an organization wide 
training session that all teams would attend should be organized.  
 
In the training, the program should include the effective methods of ex-
plaining and teaching the topics to be covered in orientation and the im-
portance of open communication and encouraging new employees to ask 
questions. A positive and supporting work atmosphere is an important fac-
tor that allows the new employee to feel welcome and an important mem-
ber of the team. This aspect should be highlighted in the training. Other 
included topics could be the ergonomic work methods and emphasizing 
them in orientation, and the safe working practises and how to explain 
them for the new employee. The author suggests that the first training ses-
sion would be organized before the summer 2013, when a lot of summer 
workers who require orientation, join the company. This training should 
be thorough and cover the topics of effective orientation broadly because 
of the fact that there has not been any training for giving orientation previ-
ously. The training could be implemented as an annual event so that the is-
sues would be revised each year before the summer peak. In case there are 
no resources within the organization to implement a comprehensive and 
effective training program, an experienced trainer from an outsourced 
company could be hired to provide the training. In the long run, the bene-
fits gained from the employees´ knowledge and ability to give effective 
and high quality orientation would pay off and cover the costs of the train-
ing. 
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4.3.1 Job guidance-workshop 
In addition to the organization-wide general training session, the author 
suggests that a more specific training should be organized in each team. 
Due to the suggested nature of this session, described in this paragraph, 
the author has named the training session as a workshop. In this event, the 
concentration would be on the job guidance and teaching the specific in-
structions of the processes. The aim of this session is to clarify the job 
guidance of the teams and to make the process coherent. Since all team 
members can be assigned to give orientation, clear common guidelines 
should be made for each team so that all new employees would receive 
same level of orientation. This event would be led by the team leader and 
the focus would be on open communication, sharing of ideas and jointly 
forming the best possible team-specific agenda for the job guidance. The 
primary aim of the workshop is to increase the level and consistency of 
orientation in the teams. As a part of this workshop, each team should 
identify the activities of the team and make a specified list of things to be 
covered in job guidance (subchapter 4.2). The existing work instruction 
manuals of the team should be gone through together to make sure that the 
instructions are clear and comprehensive. In case there are any lacks or 
needs for clarification identified with the instructions, they should be up-
dated. The author suggests that all teams would have this type of work-
shop before the summer next year. Giving orientation for the new summer 
workers will be easier, more convenient and more effective once the orien-
tation material is prepared well and there is a clear agenda to follow in ori-
entation.  
4.4 Guidance about the operations and processes of SSC 
Based on the comments in the personnel survey as well as the authors own 
experiences (explained in subchapter 3.6.3), more guidance about the in-
voicing process and other operations of Shared Service Centre should be 
provided in orientation. Revising the information would be beneficial also 
for the current employees because explaining the overall process has not 
been detailed before. As a suggestion, a clear instruction package about 
the processes in Shared Service Centre should be compiled and attached 
with the other orientation material. The author suggests that the package 
would include at least the following issues: 
1. The main idea and strategy of Shared Service Centre (including the 
organizational chart, roles of the key actors in the organization, key 
competencies etc.). 
2. Introduction of the most important customer organizations and how 
SSC serves them. 
3. Employee´s role in Shared Service Centre (including the customer ser-
vice point-of-view and how the employees can affect the customer sat-
isfaction by their daily activities). 
4. Introduction of each department and the teams in terms of: the team 
leader, amount of employees, key customers and a description of the 
key operations and processes. 
5. A graph that illustrates the relationship and dependency of the differ-
ent teams and their activities. 
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This package should be gone through as part of the workplace orientation. 
Adding this material to the orientation would increase the required time 
for the introduction but concurrently it would increase the quality of orien-
tation and the employee´s understanding of the bigger picture. By under-
standing for example the connections between different teams and pro-
cesses, the importance of customer service and how everyone can affect 
the customer satisfaction by their own actions, would increase the quality 
of the work and thereby the service of SSC. In workplace orientation, dur-
ing the new employee´s first day on the job, the key issues such as organi-
zational introduction and employees roles could be introduced. To ensure 
effective learning and to avoid providing too much information at once, 
the more specific introduction of the other teams and operations could be 
done after few weeks on the job, as part of the follow-up meeting (sub-
chapter 4.5). At this point, the employee has an understanding of the tasks 
of his/her team and a general overview of the strategy of SSC. Then, it is 
easier to perceive the wider picture and connections with different opera-
tions. 
 
Providing the information as a material package instead of a presentation 
at an info session would enable all employees to revise and check the is-
sues individually. Some of the suggested information to be included in the 
material package is introduced in the info session for summer workers in a 
form of presentation (subchapter 3.2). Based on the author´s experience 
after attending the info session two times, the introduction of the topics in 
the occasion is brief and all information is difficult to take in because the 
presentation proceeds so rapidly. By compiling a material package about 
the information would ensure that all new employees can get information 
about the topics despite the time of year they begin to work in SSC and 
that the information would be easily available for all employees. 
 
Additionally, the more detailed team-specific information about their pro-
cess of responsibility should be compiled for each team separately and at-
tached with the work instruction manuals of the corresponding team. In 
invoicing department, the current work instructions include explanations 
on how to perform the activities but the reasoning of the operations is 
missing. As a suggestion, the work instructions could be improved to in-
volve the explanations why the activities are done in certain way and who 
the employee´s actions or mistakes affect in the process. Also a clear de-
scription of the overall invoicing process and the key actors in the process 
should be explained. The clearest and most effective method to describe 
the process would be producing a figure that illustrates the whole invoic-
ing process and the roles of each actor of the process. In flow-through in-
voicing for instance, the illustration should include at least: the supplier, 
the end customer who makes the purchase order, how SSC is linked to 
both of the abovementioned and how the invoice material moves along the 
chain and how it is created. Also explanations on the benefits of the ser-
vice centre –model for each actor in the chain should be explained in more 
detail. Overall, the purpose of compiling this detailed information is to in-
crease the understanding about the whole process and the services of SSC. 
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4.5 Preparatory and follow-up meetings 
Careful planning and preparations is one of the keys for effective orienta-
tion. To improve the current orientation process, the author suggests that 
after assigning the person to give orientation for the new employee, the 
team leader and the named instructor would have a preparatory meeting. 
The meeting should take place before the new employee´s first day. The 
purpose of this meeting is to go through the agenda for orientation, to 
make sure that all necessary documents are prepared and to inform the 
person who will give the orientation. Information should be given about 
the starting date of the employee, the time frame for orientation, the work-
station arrangements during the orientation and background information 
about the new hire. Additionally, organizing the workload in the team dur-
ing the orientation should be discussed since giving orientation takes time 
from the instructor and consequently from the joint resources of the team.  
 
The author suggests that also follow-up meetings should be organized to 
control the success of the orientation. The first follow-up meetings should 
be arranged from one to two weeks after the new employee has joined the 
company. At this point, the team leader and the person responsible for giv-
ing the job guidance should have a follow-meeting where the progress of 
the orientation should be discussed. In the meeting, the person who gives 
the job guidance could evaluate how the new employee has adopted the 
taught activities, how well he/she is able to work independently and to an-
alyse how much there is need for further guidance. The orientation check-
list (chapter 4.4) should be viewed in the meeting and utilized as a back-
ground to discuss the activities that are already covered and what activities 
are still to be explained. A timeframe for explaining the remaining activi-
ties should be discussed. At the same stage the team leader should have a 
separate follow-up meeting with the new employee to find out how he/she 
feels about the job and the work atmosphere. The aim in the meeting is to 
identify the issues where the new employee needs more support and guid-
ance and how he/she has adapted to the work environment. The main pur-
pose is that the new employee feels supported and can have a chance to 
discuss openly about matters of concern and ask questions that have arisen 
during the first weeks on the job. The team leader should provide feedback 
to the new employee based on his/her observations and the follow-up 
meeting conducted with the person who has given the job guidance. The 
meeting is chance for the new employee to give feedback in return. In case 
everything has gone well and the agenda of orientation has been followed 
successfully, the follow-up meetings do not take much time. In every case, 
they are an important control measure of the process. 
 
Another follow-up meeting between the team leader and the new employ-
ee should be arranged two to three weeks later (or once all the issues from 
the orientation checklist are covered). At this stage, the new employee 
should be able to work fairly independently. In this meeting the orientation 
checklist should be revised. Once the activities of the team are introduced 
and the new employee knows how to perform them, more detailed infor-
mation about the other teams and processes could be given. As the author 
suggested in subchapter 4.4, a comprehensive material package could be 
utilized in giving the introduction. 
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4.6 Improving the introduction of co-workers 
As came up in the research, many employees feel that the introduction of 
other teams and even own team members is currently insufficient. In the 
personnel survey came up that some respondents had been emailing with a 
person who was actually working only few workstations further. Currently 
each employee´s contact information, title, department, superior and sub-
stitute is maintained in the HelpNet-system that all employees can access 
through the company´s Intranet. As a suggestion to improve the recogniz-
ing of co-workers, a picture of each employee could be updated to 
HelpNet next to the contact information. In the system, there is already a 
field where a picture could be uploaded and therefore this enhancement 
could be easily implemented. Often the employees are in contact with co-
workers from different teams and departments via email without knowing 
the person by appearance. In orientation, only the new employee´s own 
team members are introduced but not the members of other teams because 
of the high amount of employees in the organization. Uploading the pic-
tures would be a convenient way for improving the recognition of co-
workers, especially in the beginning of employment, when the new em-
ployee meets a lot of new people within a short time.  
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5 CONCLUSION 
The aim of this thesis was to research the orientation process in the com-
missioning organization Shared Service Centre and provide tools for im-
proving the orientation in the future. The primary research methods were 
interviewing selected employees and conducting a personnel survey in the 
invoicing department. These research methods were utilized to understand 
the current orientation procedures, to find out how satisfied the employees 
are with the orientation they received in the organization and what issues 
could be improved in the employees´ opinion. 
 
As a background for the research, the author studied the theory of orienta-
tion in order to understand the characteristics of effective orientation pro-
grams. Based on the studied theory, a comprehensive research could be 
conducted in the organization. Orientation is the process of familiarizing a 
new employee with the workplace, his/her tasks and policies of the organ-
ization. The main objective of orientation is to ensure that the new em-
ployee adapts to the work environment and is able to work independently 
according to the company´s standards. Concept of orientation involves two 
main aspects: workplace orientation and job guidance. In workplace orien-
tation, the facilities and the organization´s policies and common proce-
dures are introduced. In job guidance, the employee is given guidance on 
how to perform the actual work tasks in a manner that enables him/her to 
work independently and efficiently. 
 
In the research, the author evaluated both aspects of orientation in the 
commissioning organization and based on the results, formulated sugges-
tions on how to develop both the workplace orientation and the job guid-
ance. The commissioning organization has an orientation guide that is uti-
lized as a basic structure for workplace orientation. The guide is a good 
tool for the orientation and based on the results, the author has made sug-
gestions on matters that could be attached with the existing guide. As a 
summary, an introduction of the organization and its strategies and infor-
mation about all departments in SSC could be added to the guide to im-
prove the new employee´s understanding about the organization and the 
key operations.  
 
An important tool in job guidance is a comprehensive work instruction 
manual that explains all processes in a clear and consistent manner. In the 
organization, a common policy is that all teams should have a work in-
struction manual that introduces the specific activities of the team. In the 
flow-through invoicing team of Kesko Food, the work instruction manual 
was missing and as a part of this thesis, the author produced such guide for 
the team. Another tool provided for the commissioning organization was 
two types of orientation checklists: one to be used in workplace orienta-
tion and one in job guidance. The aim of the checklists is to increase con-
sistency of orientation in all teams and to ensure that all important issues 
and activities are covered in orientation. 
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Other two recommendations concentrated on the following factors: how 
effectiveness of orientation could be improved by providing training for 
the new employees and how the structure, consistency and quality of ori-
entation could be improved by arranging preparatory and follow-up meet-
ings. These suggestions arose based on the research results where incon-
sistency in orientation and lack of training for people who give orientation 
were mentioned. Additional recommendation for improving the recogni-
tion of co-workers by enhancing the employee information in HelpNet 
was suggested. 
 
The recommendations provided for the commissioning organization are 
designed to be used as tools for development of the orientation process. 
They can be applied in all teams of SSC even though this research concen-
trated on the invoicing department. The main objective of the recommen-
dations is to increase the clarity, consistency, effectiveness and quality of 
orientation, when implemented. After implementing the recommended 
tools, the effectiveness of orientation will increase and the new employ-
ee´s adapting to the organization and the satisfaction with orientation are 
likely to improve. 
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Appendix 1 
 
Personnel survey: Orientation in Shared Service Centre (translated from Finnish) 
 
Personnel Survey 
Orientation in Shared Service Centre 
 
The aim of this confidential survey is to research how satisfied the employees in invoic-
ing department are with the orientation in Shared Service Centre and to identify im-
provement suggestions for orientation in the future. This survey is a part of a final thesis 
to be written for HAMK University of Applied Sciences. Answering to the question-
naire is anonymous. The response forms are for the researchers use only and will not be 
given to third parties. Answering takes only a few minutes. After you have filled in the 
questionnaire, you may drop it in the return box in the coffee lounge on 6
th
 floor. 
 
 
Thank you for your response! 
  
EDI-invoicing Expenses invoicing
KT-invoicing
Indoor-group Kesko Food and Kespro/ warehouse
2. How long have you worked in invoicing department of Kesko?
less than a year 1 to 2 years 3 to 5 years more than 5 years
3. How satisfied you are with the received orientation on a scale from 1 to 4?
1 =  not at all satisfied… 4 = extremely satisfied
1 2 3 4
4. Please, mark the areas that in your opinion should be improved in orientation:
Duration of orientation Suitability of the instructor
Content of Orientation guide Clarity and width of Work instruction manual
Supplies and workstations Introduction of other teams and departments
IT-guidance Other, what:
5. Have you given orientation in SSC?
Yes No
6. Development suggestions and other comments related to orientation in SSC:
1. Team:
Rautakesko/ flow-through
Kesko Food/ flow-through
Citymarket
Rautakesko/ warehouse
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Appendix 2 
Orientation checklist for workplace orientation  
 
SHARED SERVICE CENTRE 
WORKPLACE ORIENTATION – CHECKLIST 
 
 
THINGS TO PREPARE BEFORE THE EMPLOYEE STARTS 
 
 
 
 
 
 
 
 
 
 
Time and place: _____________________________ 
 
Signature:  _____________________________ 
  
  Area Date 
 Employment contract signed  
 Non-disclosure obligation signed  
 Tax card  
 SAP-account  
 OnDemand-account  
 E-mail account  
 Access-card  
 Assigning the person responsible for job guidance  
 Preparatory meeting with the instructor  
 Schedule for orientation  
 Workstation and supplies  
 Updating employee information to HelpNet  
 Preparing the material for orientation  
 Setting dates for follow-up meetings  
Employee:  Start date:  
Team leader:  Department/ team:  
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SHARED SERVICE CENTRE 
WORKPLACE ORIENTATION – CHECKLIST 
 
 
 
 
 
 
  
Employee:  Start date:  
Team leader:  Department/ team:  
JOB DESCRIPTION 
  Area Date 
 Introduction of  SSC  
 Organizational structure  
 Introduction of Kesko corporation  
 Job description  
 Job responsibilities  
 Performance expectations  
ORIENTATION GUIDE 
  Area   Date 
 Flexible working hours  
 Nexthour  
 Coffee and lunch breaks  
 Occupational Healthcare system  
 Internet usage policies  
 Personal matters (i.e. personal phone calls)  
 Workstation and supplies   
 Vacations  
 Policies about leaving the office during workday  
 Esmikko  
 Utilization of Access card  
 Identification card  
 Vouchers for freetime activities  
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Time and place: _____________________________ 
 
Signature/ team leader: _____________________________ 
 
Signature/ employee: _____________________________ 
  
INTRODUCTION TOUR 
  Area Date 
 Emergency exits  
 Team members  
 Other departments and teams  
 Sanitary facilities/ break rooms  
 Cafeteria  
 Parking   
 Bike shelter  
 Smoking area   
 Meeting rooms  
OTHER GENERAL ISSUES 
  Area Date 
 Procedures with days off  
 Checking the accuracy of marked working hours 
(month shifts) 
 
 Personnel info sessions  
 Overtime policies  
 Team meetings  
 Activities arranged by Kesko club  
 Incentives  
 First aid supplies  
 Introduction of the trustee  
 Personnel survey  
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Appendix 3 
Orientation checklist for job guidance 
 
SHARED SERVICE CENTRE 
JOB GUIDANCE – CHECKLIST 
Flow-through invoicing of Kesko Food 
 
 
 
GENERAL INSTRUCTIONS 
  Area   Date 
 Logging in to the workstation  
 Y- and H- drives (purpose, utilization)  
 E-mail (preparing signature)  
 Follow-You and Scan-to-me  
 Keskonet and HelpNet  
 Supply storage  
 Scanning and filing of invoices   
 Mailing  
HANDLING OF INVOICES 
  Area   Date 
 Logging in to SAP, changing the settings  
 Introducing the SAP platform SAPUSKA, 
navigating in the SAP system, adding favorites 
 
 OnDemand  
 Manual Invoices 1:1  
 Manual Invoices 1:N  
 Scanned invoices  
 E-invoices   
 Credit invoices  
 Compensations  
 Payment terms  
 Customer codes  
 Searching for customers  
 Correcting invoices  
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Time and place: _____________________________ 
 
Signature/ team leader: _____________________________ 
 
Signature/ instructor: _____________________________ 
 
Signature/ employee: _____________________________ 
 Balance form (purchase invoice)  
 DYMO  
 Attaching  
 Contacting suppliers  
 Handling of complaints  
 Itella  
 KESPRO  
 Reminders  
 Interest notes  
 Terminals  
 Supplier-excel   
  Area: Transactions  Date 
 ZIV  
 MIR6  
 MIRO  
 VA01  
 VA02  
 VA03  
 ZRS300   
 ZRS117  
 ZTARRA  
 MIR4  
 VF01, VF02, VF03  
 ME23N  
 FBL1N  
 XD03  
